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y* (O ch« coat ribwc loo# of p«r«<m# oho h««« h«<f 

• «a5or rolo to th# <|ovolp p ao h » of thio oorlM of aonn ol# . Ac cho 
toocicvco for lficor4l»clj»llo*r)r Sc««11m, opoclol oootulcooc. Nr». 
fiftirloy rtJMwrwM. dooorooo « vory opocial chaaiiA. wichouc hor of fore, 

1 ooold ooc OKlot. nr». mrthrn a«hlot and Or. Aaroa Looto 

alao Mdo «t|pBlftcaac c.oac rlbac loa# la cho dooalopa.rr* i opaciftc 
mmtumlm. Frofoopor Alfrod J. Koha*# Solpfal goldaaco daring cho 
Ji j il Ufa# TT 9f Che Moatwclo to aloo da op ly opproctacod. Ochor coaoulcaaco 
who root poo d tho aaaualo ao.t OMOdo waoful ouggoo t loao loclado Itloa 
llarjorlo ta.poocor, Xro. Coraoaa Doylo, Xr. Alfrad Mlroch, Hr. Loocor 
roa« Mr. <%oefahy aad cho Matioaal Ctowacll oa cho Aging. Or. txca 

talaahia. Mro. iMrglala Scowart aad Call fhr Aocloa. aad Mr. OtHtglaa 
ThoaM. Wo alao viah co chaah Mr. Gorald tioodoa. eaacwciva So«rocary 
of (ho Waarooca Cooaraot *o Ciclaaaa Q»«»cil oa Aging, for hio clao aad 
half. 

riaally. a «ar> otacora daht of gracKada auac ho paid to cho 
ptajacc aacrotarial otalf. Mra. Shapaa harriaoa. Mm. Ocoaa lortvadc, 
aid Waa Uaao Woiako, for (hair pactaaco and oadaraaca la uaacraaallag 
aad aaoaahllag cha r o ag h aatorialo lata roadahlo fora. 
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idfi ;ta mMhmr pmrmm*m 4mtmm%» Mvoeacf ia •■ tafpi—tioo aad 

^<urral Cl 4 fl| omm t m r Cor cIm ol4orl7 Imo o aoro opreiftc Ii 

Moot to MOfli md pimad am Mall of oid or MOpIt for oorrloM tiMC oto 
■ov ooa-oslotooc or moobU^Io to tkm. la oaa«oAat advocacy m oao of 
tea faoctlaao. Cha coatar a^ft 

• yroao aa ol4ar tadivKaafa caaa irleli aanttiar afoaqr 

• agaacy for dMagaa la lea foUdaa aad proeadaraa 
aa balMif of oldar par ooaa oaiag eha ■goaey 

• praoa for akaagaa ia pabllt policy oa hahalf of all oldor 
p oop l a ia tka coMadCy 



Hm patpoao of advocacy ia aa I 4 K caacor ia to obtala aanrica 
for oldar paoplo «dwro aodi aarvico la aot aoo aaaildbla to thaa or ia 
aoa-oaiataat . Ihia ia ralatad to tiM caator'a a laaloa of llaklat oldar 
paapla aad aarvieaa totaebar. Aa baa alraady baaa iadieatad, ebara aay 
bo aovacal roaaoaa «bp adoucaay aay ba rogolcod. Aa oldar porooa 
blaaalf b^f ba a banrlar to tba aorrilea f y aaada. la aay aot bo abla 
to atata bla caaa ia a oaf that olU alicit aa ataacy'a faoarablo 
taapoaaat bia aitoatiaa aay ba coo paiafal for bia to diaeaaa; ho a^r 
baoa difficalty patetaf bia fbaagbra iato aacdat bo a^r bo ooa f oaad ibooc 
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factual iaforaatlon. te cha ocbar hand, cba oidar paraoa my ba uoabla 
to obtain an ataacy*a aanricaa bacauaa of poor uorkar practlca. Afaacy 
paraoooal aap ba uafaalliar with ••aocy policy and program or aay 
iatarprat agaacy policy coo oarrovly. Ihay oay aot kaoo how to latar> 
wlaw to obtain iaforaatioo froai bin that ia aacaaaary for pnnrldiag 
•**^**‘ ^ oidar poraoo oaa da aoaa B oa to apaak on bia babalf ao that 

ba can obtain tba aarrica ba uaada ragardlaao of wbatbor ha or tba in- 
dividual worbar la ao agnaey ia tba barriar to tiMaa aarvlcaa. 

Sinilarly, an oidar paraoa mmf ba pravnatnd fron obtaiaias aarvlcaa 
ba aanda bocauoa of tba way an agancy*a progrRw ara adninlatamd. fbr 



•*®*pla» poopla nay ba mguirad to appnar ia paraoa at an agaocy*a offioa 
bafora tbay will ba conaidamd for aarvioa or a v an glvan info nation about 
tba agnaey a aarvioa* An agaacy nay ba bard to gat to* It nay not ba 
locatad naar p«*lic traaaportation or if it ia, boa aarrica aay ba alow, 
raquirlag lon g waita ia tba cold or rain. Tba oidar paraon ntada annanna 
to act on bia babalf to aacuia tboaa rhangaa in an agaacy'a practica. 
procaduma. and policy that will anabla bin to obtain tba aarvlcaa ba naada. 

In lika naanar, oidar paraona nay ba unabU to obtain aarvlcao 
bacauaa public policy doaa not taka tbair naada into aeeaunt. Public 
policy nay In poa a a atandard of aub-povarty on oidar paoplo or naka It 
Upoaalbla for than to aacusn adaquata bouaiag. Ibua oidar paopla naad 
•onaona to apaak on tbair babalf to brlag about tboaa changaa in public 
policy that will anabla than to obtain provlaiona and aarvlcaa tbay naad. 

Ia abort, advocacy la n a a dad la aa I 4 R caatar to bring about 
tboaa c h a n g a a that ara aacaaaary to oadbla tba caatar to link paoplo 
to aarvlcaa and provlaiona that ara aot aow availabla to than. Tbara 
ara cartaia conatralata ia tba uaa of advocacy, bowavar, of which you 
mmt ba awara. Moca will ba aaid about this latar. 
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Chapter 2 Advocacy at Various Leva 1 s 



^vocacy In an I & R ccntar can begin alaoat any place in the 
center's service. It can begin during In format lon-glvlng If you discover 
that there Is no service available for a particular problce. It can 
begin with follow-up when you learn that linkage has failed. After the 
cause of linkage failure has been determined, certain kinds of action 
eight follow. These eay include, by way of review: 

. correcting or updating the resource file 
. providing the older person with different or additional 
information about and/or referral to a different service 
. providing the person with escort service 
. correcting center or agency errors in regard to specific 
cases 

. record keeping for planning and research purposes as 
detersd.ned by the Administration on Aging 
Thus, not all action resulting from follow-up will be advocacy. 
Nouetheleas, so»s of It will be for the reasons al. -ody noted. How, 
than, do you proceed to becosm an advocate for the elderly and when? 
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Case Advocacy : Advocacy on Behalf of w 

You certainly will want to do whatever you can to obtain service 
for the Individual person at the case level. Advocacy on behalf of 
Individuals at the case level begins with the returned referral form. 

If a returned referral form shows that a person Is not receiving, or did 
not receive, service from the agency to which he was referred, and you 
question the agency's action, call the worker at the agency to make an 
Inquiry regarding the agency's decision. Begin by first Identifying 
yourself and then Indicate your reason for calling. Explain that you 
are calling about a case that you had referred to the agency which was 
not accepted for service, and that you wonder why. Allow the person 
time to respond. Listen to what he says. If his response Is not 
consistent with the Information you have In the resource file, tell him 
so. This will give him an opportunity to correct the Information you 
have on hand or give you an opportunity to ask for an appointment to 
discuss the case further with him. If this still leaves you dissatisfied 
call his supervisor or agency director to press the Issue further and 
to Interpret the needs of the person to him. If this still leaves the 
client without service, however, check the agency's manual. You may 
find that the agency Is not as familiar with Its own rules as you are^ 
or If It Is, does not abide by them. If so, present the agency with 
your Information. If this still falls to produce results for the older 
person, advise him to take his case to the agency's appeal board and 
from there, to court. If necessary. 
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Always be courteoiia. You nay win your point through sheer 
persistence which often pays off more than bombast and other attention- 
getting tactics • Sometimes your efforts may cause an agency to take 
another look at Its rules and procedxires or Institute a new service or 
program. At the same time, be aware, of your own fallibility. You could 
be pursuing a mistaken lead. If you are, acknowledge the fact and learn 
from yotir e3q>erlence. 

Policy or Program Advocacy ; To Secme Change In an Agency's Policy or 
Procedures 

Advocacy at the agency level begins with follow-up. For oTrampi 
you mfigr discover In follow-up that many older people who have been 
referred to a particular agency are not being seen by that agency for 
service. It Is not Just a matter of one or two Individuals who have nui: 
been seen, but several. In followlng-up with Individual persons, you 
may begin to see a pattern In their responses. The health clinic's 
waiting room was full when they got there . There was no place to sit . 

No one approached them to ask then to sit down. They waited awhile, 
got tired, and left. 

Or perhaps you referred several persons to an agency that claimed to 
provide a homemaker service, only to find In follow-up that It Is a 
conq>anlon service Instead. Furthermore, you may learn that there was no 
attempt to find out what the persons wanted when they called. They 
were simply told that they had to come to the agency for an Interview 
before they would be given Information about the agency ' s services . 
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Then the service they wanted and for which they came was not there, 
adding Insult to Injury. 

When you find these kinds of situations occurring, call the agency 
director lasaedlately . Tell him what you have discovered In follow-up. 
If your observation about his agency Is correct and con^lete, he %rlll 
probably take steps to remedy the situation. It may be just a matter 
of adding more chairs to the waiting room. On the other hand, he 
may have to Increase his staff to handle the clinic's business, pluu 
provide additional training to make his staff more sensitive to the 
needs of older people. He may agree to Inaugurate new practices In 
his agency to make It unnecessary for people to come to the office 
before they can be considered for service. In the end, the director 
may feel Inqielled to m ak e his word good and add the homemaker ser- 
vice he said he offered. 

These are the kinds of changes that an agency might undertake 
':o make services available for older people. All that may be required 
from you Is one phone call. Sometimes, though, you may have to work 
harder. The director may ask you to appear before his board of dir- 
ectors to tell them about the need for homemaker service, or he may 
aak you to talk to his staff about the hardship the agency's practice 
Imposes on older people by requiring them to come to the office for 
an Interview before they can be considered for service. Remember, 
persistence and courtesy are more likely to bring about the changes 
you desire for older people than open attack and antagonism. 
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pawtfl irly la caaai 
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aai. tat 



a paraoa'a 

all^MUtf far «i at«Mqr*a aarviaa, cIm paraoa atiU mt 9 ba wichoot eba 
aarrUa ha aaa4a. HiHa foa ahaiaaaly caaBat oCfar cha paxaoa balp that 
aiU ba taaaAiacalf baaafl^al to bla, yaa eaa atiU taka actloa oa hla 
balMlf . Taa mm tmi abaalf iaaac4 bla aitaatiaa for aoathly raportlat 
ca ite IMiiaiatrati ai aa Asiai* Tea aiao can aaad tha aaaa raport to tha 
m aaa aey of npiirtli^ to tba eoMMlty about year llakafo 
mi fallaraa lAdcb, la affaet, ara tha b o — i1 ty*a auceaasaa 
Mi fallaraa too. lafara falag this, beaavar, yea aboald aacuxa appreral 
f— Cha hiiABlacratlaa aa Ag&at* lepoxtlat, ho— or, la oaa aay of 
Ley oaacaia, hath locally cad aatlenally. 
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to 



of oldor 



Too COD oloo 




itoiod la txyliig to Uak 
Ton GOB oloo supplj 
obont tho pzobloaa la oocnriat 

of nntiMil ooncocn 



Lottooo iSL MCor. JBft Fronldopt 

Anothor wtj to pznoo for rn— unity octlon lo by vritlns lottoro 
to tho odltor* to your coogfiincn, ond to tho Fzooidont. Ihoao lottors 
ohonld bo vrlttOD out of your oxporioacoo la working with tho oldorly 
and tho oorvlco oystoao whidi Impinge on their well-being nost directly. 

Tootlftrino Before 

Tbotifying before officlol bodlee ie onother that you con take 
oction in the conuunity. Occoaionelly congreosionol coiHdttees hold 
heerlngo in different parts of the country on different isaueoi such as 
incoae uaintenance or problens of the aged. If the issue being heard 
has a bearing on the well-being of older people, and if the center has 
knowledge and infomatlon relevant to the issue that it has accumulated 
through its experiences, its testimony should be heard. 

Legislative hearings at state and local levels serve the same 
purpose as congressional hearings, at their respective levels . Again. If 
the lasue Is relev^tnt to the concerns of the center and you have something 
to contribute as a result of your experience and knowledge at the center, 
you should do so. 

11 

O 

ERIC 



8 



mtlMtAly TOtt anit Mica • daelalon about hov far to go vlth aduocacy 
in an X 6 t cantor, lhat oca aona of tbn oooatralaing fnetora In ualng 

ndaocncft Bridanca aaana to Indlcnto that, uliila thara ata oftan faw 
objactiona to tha goala of advocacy, thara ara aarloua objactlona to tha 
aaana that ara anmtlaaa uaad in Ita naaa, atich aa opan oonfrontatlona , 
Mating taka-ovara, daaanili of ona kind or anothar, bladaall, etc. 

An I & R canter would be rtmlaa In Ita obligation and reaponaibility to 
older people if it did not accept advocacy aa ita function and if it did 
not preae for action on behalf of older people at all levela. However, 
certain cautlona ahould be exarclaed, particularly by an agency, such 
aa the center, that depcmda on govemiaent noniea and good interagency 
j-glatlonahipa in both the voluntary and non— voluntary aectora for ita 
exlatence. 

The Rlak Involved 

First of all, not every laaue la worth a fight or la of equal 
inportance. Therefore, chooae laauea, tactlca, and atrateglea that are 
likely to yield the largeat pay-offa. Some atrateglea are likely to 
produce more poaltive reaulta over the long haul than othera. Theae 
already have been deacribed to you, auch aa calling the agency If you 
queatlon ita deciaion about a peraon'a case, being courteoua but 
peraistent in aeelng the laaue through, and enliating the aupport and 
hoip of community groupa. Alao, if you are alwaya preaaing a point. 





12 



9 



If you azo always auapactlns anothar agancy's aotivaa and actions, if 
you ara alwaya pitting tha oldar parson or cantar against tha agancy. 
if you taka asazy opportuaity you can to piAIlcly aabarrasa anothar 
agency, and if you ara spandlng ao anch tlaa trying to rl^t tha wrongs 
inflicted on oldar people that you no longar ara doing what you can to 
link than to aervlcea that can help then, your notlvea i»nd behavior aay 
be seriously questioned. Indeed, you aay well be stiapected of having 
notlvea for being at the center that are Inconsistent with the center's 
purpose and alasion. In addition, you nay very %rell be jeopardizing 
the well-being of older people by your attitudes and tactics. 

Center's Image 

Another constraining factor In the use of advocacy Is the center's 
image . If people call largely to register couq>lalats about community 
provisions rather than to ask for Information about them, the center may 
not be projecting an Image In keeping with Its primary purpose. Further. 
Its use may be Inhibited by people who may want and need Information but 
who do not especially want their situation to become a cause for the 
center to espouse. The center Is primarily a linkage agency, not a 
complaint agency, nor Is It a hall of justice where cases are heard. 
Investigated , and vindicated. Such agencies, however, do exist. They 
have been established and sanctioned by law to deal with people's com- 
plaints. The center should refer to these agencies, but not^ take over 
their ftmetion. 
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Another const rei nin g factor In the use of advocacy by the center 
tine. If you are able to do the following, then you have no problen: 

. preee for favorable action on behalf of Indivlduala 
with agencies 

. prepare written and oral reports for coswuuity reporting, 
oonaunlty groups, end the newspaper 

. write letters to the editor and your congressaen 

. testify before official bodies 

. speak to coanunity groups about the service gaps into 
which nany older people fall 

• fulfill your first obligation to provide older people 
with information and refolrral to commmlty provisions 

On the other hand, if you cannot assume the full range of advocacy 
activities that have been described and at the same time fulfill your 
obligation of providing I & R services to people who call, select those 
advocacy activities that can be undertaken without undermlnJ.ng the center’s 
primary mission. Thus, the constraints on the use of advocacy in an I & R 
center may be summarized as : 
time 

center image 
the stakes Involved 

the possession of certain skills such as writing, 
speaking, and working with community groups 
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ASfiSL ^ OBttcl— iaa 

Advocacj la its a a rioua fena la tha logical aactanaloa of foUoir-t^ 
la aa X 4 M c aa tar . Bh l la all activity raaultlag from follow-19 will not 
ba a4voca^» aoaa of It aacaa aa r lly will bo, glvoa tha aatuxa of honaa 
aad orgaalaatloaal bahavlor and arraagonanta. Agaacy aorkara ase not 
inf al llb la; thay can and do aaka alatalcaa; aooda can and do Influance 
thalr docialona on any glvan day. Slallarly, agancloa aad other 
Instltutlona are alow to dunc^; thalr vaya beooaa aat add thalr policies 
aad prograaa do not alvaya reapoad qalckly to people's needs. Public 
policy* If not actually punitive* often reflects the attitudes ox grotxps 
that are not always syapathetlc to human plight. 

The question* than* Is not whether advocacy should be a part of an 
I & R center's program. The question is* rather* to what degree and in 
which of Its forms . The answer lies partially In the availability of 
staff time as well as In their knowledge and skills for engaging In 
certain kinds of activities required by advocacy* such as speaking* 
writing, and working with comiunlty grotq»s. Part of the answer also 
lies In the image desired for the center. If advocacy prevents people 
from using the center for linkage to conmunlty services* then regardless 
.of how well the center ndght be performing otherwise* It has failed In 
Its mission. The desired outcome Is a balance among the major services 
that have been described, (Information* referral* follow-up, outreach, 
advocacy) each feeding Into 2uad strengthening the other to achieve 
the one major purpose of the center's existence — to link people to 
services they need. 
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